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Direct Market Inquiries, Under 65: where customers get excellent service 
A subscriber wrote this about them: "I realize how busy all of you are, and I wish to compliment 
you on your fine service. I am a real booster of yours, and I sincerely think you do a wonderful 
job." Actured are (l-r)Jerri Faulkner, Versia Wright, Barbara Hayes, Bobbie Gilmore, Margaret 
Kipple, Robin Lee, Theresa Emery and supervisor Valerie Dexterhouse. Absent is Donna Terry. 
Homeless thank BCBSF emo10,ees 
Blue Cross and Blue Shield of 
Florida employees contributed 1,329 
pounds worth of toiletries for 
Jacksonville's homeless during 
October. This ranked second among 
the city's corporations, which gave a 
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combined 7,500 pounds. 
One grateful recipient wrote, 
"Thank you very kindly for the articles 
that I was very badly in need of and did 
not have the money to buy. It's really 
nice to know that someone cares." 
Beatie earns $$ 
for saving $$ 
for Florida Plan 
Bill Beatie of Mail Operations 
recently was awarded $357.50 for 
suggesting a way for his department to 
operate more efficiently. 
His reward represents 10 percent of 
the savings his recommendation will 
mean to the company. 
Like some other cost cutting ideas 
employees have made to the Corporate 
Suggestion Program, Beatie's was 
relatively simple, yet valuable. 
He suggested that boxes be re-used 
to ship mail to branch offices, and that 
courier service envelopes be used 
instead of boxes for smaller mailings. 
As a result of this simple suggestion, 
the company will save more than 
$3,575 a year. 
Any non-management employee 
with a good idea should submit it to the 
Corporate Suggestion Program, 
Training and Development, 1-C. The 
result couls mean more money for you 
and a substantial savings for the 
company. 
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Plan oners a 
new generation 
01 POS oroducts 
Twenty-four new Point-of-Service (POS) products 
have been created to enhance the marketability and 
competitiveness of BCBSF's Preferred Patient Care 
(PPC) health care coverage among employer groups. 
POS Product Performance 
A few years ago, four POS products were created 
to attract groups away from Traditional products and 
toward the provider networks of PPC and HEAL TH 
OPTIONS. 
The two POS products with managed care features 
have performed well, accounting for almost all POS 
sales. Besides moving BCBSF groups from 
Traditional to POS, they also have attracted new 
business. 
Before the end of 1986, Traditional products were 
the Plan's primary product line. By the year's end, 
POS and Traditional had roughly equal por6ons of 
the total contract inventory - 41 percent and 39 
percent, respectively. 
A year later, POS was the major product line with 
61 percent of the total contract inventory. In mid-
1988, POS contracts outnumbered Traditional 
contracts 4½ to 1. 
The product changes 
In response to competitive changes in the 
marketplace, the Local Group Market Segment Team 
recognized a need to offer updated POS products. 
Product revisions were intended to offer 
competitive prices and high quality customer service, 
improved product flexibility, and increased network 
support through greater shift to PPC products. 
The 24 new product options are variations of the 
same basic benefit package, with four calendar-year 
deductible levels, three co-insurance levels, and two 
out-of-pocket maximums. Offered to groups of 10 or 
more employees, they will have greater network 
emphasis than the current POS products. 
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Core work group members who helped develop 24 new POS product options include (l-r) Melverna Rivers, Debra W'hite, Bonnie 
Flowers, former project manager Mary Terbrueggen, Crystal Cline, Jay Kapur, Karlene Zink, John Parsons, Anita Stombock, Janel 
Roberts, Craig Thomas, John Detjen, Ann Gregory and project manager Janet Stanko. 
Other changes 
Changes in the new product options include the 
following: 
■ A three-per-family aggregate calendar-year 
deductible and out-of-pocket maximum 
■ A per-admission deductible for non-PPC hospitals 
■ A $500 limit on supplemental accident benefits 
■ A $5,200 hospice benefit 
Cost containment programs in the new products: 
■ All Admission Certification (non-PPC hospitals) 
■ Pre-Admission Certification (PPC hospitals) 
■ Second Surgical Opinion (non-PPC physicians) 
■ Discharge Planning 
■ Individual Benefits Management 
"Now, with new products, we're offering 24 more 
product options to continue the contract movement 
and to move existing POS groups to more network­
oriented product options - product options that we 
believe will reduce net claim costs and thus increase 
profitability," said Janet Stanko, project manager. 
(Continued inside) 
What is Point of Service? 
It's the "best of both worlds" for people 
who prefer not to join an HMO or a PPO, combining 
the best aspects of BCBSF's Preferred Patient Care and Traditional 
health care plans. Subscribers may visit any provider they 
wish, but they save money by choosing physicians 
and hospitals that participate 
in the PPC program. 
Skilled sales and underwriting produce positive results tor Florida Plan 
Whitmore renews large Pensacola group 
Pensacola Jr. College has made BCBSF its sole­
source health care insurer, largely due to the efforts 
of field sales representative Ralph Whitmore. 
The group ac­
cepted a 55 percent 
rate increase and 
reduced benefits 
for about 500 of its 
employees, effec­
tive January 1. 
Whitmore per­
suaded the group 
to drop their HMO 
coverage with Met 
life and Medical 
Center Health Plan 
in favor of one PPO, 
Preferred Patient 
Care. 
His efforts pro- I 
Ralph Whitmore 
duced a net increase of about 200 contracts for the 
corporation, with BCBSF/HOP the single-source 
carrier for the group. 









group elected to go 
directly with the 
Florida Plan so 
they could main­
tain their own pro­
gram on a fully in­
sured basis. 
The group could 
have saved $400,000 
by renewing with 
the other two HMOs, but Whitmore sold them on 
Blue Cross and Blue Shield of Florida/ HOP's 
excellent customer service, strong provider networks, 
and business stability. 
Spivey spies costly claim potential 
James Spivey's skilled field underwriting practices 
have saved the Florida Plan thousands of dollars in 
potential claims. 
Spivey, an account executive in Tallahassee, was in 
the process of enrolling Artcraft Printers when he 
discovered that one of their employees had a serious 
pre-existing condition. Spivey wisely stopped the 
enrollment process. 
He learned of the case during BCBSF's enrollment 
process, when several questions are asked of groups, 
including the medical conditions of their employees. 
Later in the year, the person left the company and 
converted to an individual policy. 
A "clean bill of health" then in hand, Spivey sold 






Fran Holt and Kenny McClain (r) made their � 
"buddy"feel like a winner during Duval County's Fall Special Olympics. Brian and Midge Collie 
(beww) shared a relaxing lunch after a competitive event. 
Sandy Litz (l) ·and Elaine Martin (r) were glad they volunteered a day to make that Saturday 
memorable for the special athletes. That was reward enough, but Elaine won a door prize of two 
round-trip air fares anywhere in the US. 
Growing number 01 emo1ovees 
mav mean in-town relocations 
A growing employee population in 
Jacksonville to meet increased 
demands may mean relocation for 
much of the corporation in the future. 
During the past five years, the 
number of Jacksonville employees has 
grown by almost 42 percent, from 2,570 
to more than 3,600, which has required 
the leasing an additional 180,000 
square feet of office space outside the 
home office complex. 
Portions of every functional area 
(Finance, Marketing, HIS, Operations 
and Government Programs) now 
occupy four off-site locations - 720 
Gilmore St., Deerwood Park, 100 W. 
Bay St., and 111 Riverside Ave. 
During 1988, Facilities and Office 
Services (FOS) developed and 
reviewed with Executive Staff a 
Facilities Strategic Plan. 
Central to this plan is the need to 
analyze how best to consolidate 
operational and market segment units 
into either the home office or another 
centralized facility. 
Real Estate and Facilities Planning, 
which moved from the home office 
to the Gilmore building last July, 
concurrently is evaluating sites 
throughout Jacksonville. Criteria 
include availability of office space, 
accessibility, office space effectiveness, 
parking, traffic patterns, proximity to 
food service, expansion space, safe and 
secure environment, etc. 
All operational units and support 
areas will be represented on a Facilities 
Implementation Team. 
"We anticipate presenting our 
findings to Executive Staff in January," 
said Lanny Felder, manager of Real 
Estate and Facilities Planning. 
"It is our sincere desire to keep our 
employees informed and to allow them 
to participate in the process," he said, 
adding that more information will be 
announced as developments occur. 
Anyone who has questions, con­
cerns, or information to report should 
contact Lanny Felder at extension 6756, 
Mike Jones at 8487, or Bill Dodd at 8222. 
George Lewis and Connie Agustino (above) spent a day they'll long remember. Doug Powell (below) 
made two new friends who were glad he was there to help. 
Photos by Rory Litz 
New POS ootions introduced 
(Continued from front page) 
The Work group 
Development of a major product 
portfolio of this scope was a total 
corporate effort, Stanko said. 
It required commitment from a core 
work group of employees representing 
the major functional areas, and from 
other support areas. The Local Group 
Market Segment Team provided the 
'' With these new 
products, we now have a 
product and a price to 
meet every �oup's 
needs. 
Greg Carter of Tampa, 
District Marketing Director 
direction, consulting, and review and 
appraisals of all major act1v1t1es 
involved in developing the new 
product options. 
Key people involved in implementa­
tion include the following: 
Core Work group 
■ Benefits Administration -John Detjen, 
June Jordan and Marian Thomas 
■ Underwriting - Floyd Decurtins 
■ PPG Administration -Jay Kapur 
■ Utilization and Benefits Management 
- Crystal Cline and Janet Roberts 
■ Group Marketing -Janet Stanko 
Support 
■ Sales Administration - Karlene Zink 
and Ann Gregory 
■ Legal - Craig Thomas 
■ Membership and Billing - Bonnie 
Flowers, Vivian Flowers and Shirley 
Wilkinson 
■ Advertising and Sales Promotion -
Anita Stombock and Deb Wilson 
■ PBO Training - Melverna Rivers and 
Debra vVhite 
Local Group Market Segment Team 
■ Actuarial and Underwriting - Judy 
Discenza 
■ Group Marketing- Ed O'Neil 
■ HIS Field Services - Ernie Brodsky 
■ Private Business Operations - Larry 
Payne 
Training 
A special trarnmg manual was 
developed to serve as an ongoing 
reference for customer service 
representatives, suspense examiners, 
marketing representatives and others. 
Specialized training sessions were 
given for people who sell, service and 
support the products. 
Product Line 
LOCAL GROUP(J0-99) INVENTORY BY PRODUCT 
Enrollment as of: 
12/31/86 12/31/87 11/30/88 
CONTRACTS % # % # % 
Trad 15,552 41% 7,724 18% 5,3281 10% 
POS 14,635 39% 25,701 61% 39,30P 71% 
PPC 7,516 20% 8,712 21% 10,8032 19% 
TOTAL 37,703 100% 42,137 100% 55,432 100% 
1 Traditional Basic/Comprehensive, Traditional Plus 
2 PPO Comprehensive 
1 Point of Servia PPO 

























































































Planning ror rollout 
is almost comolatad 
Planning - work groups spending 
long hours in meeting rooms poring 
over every detail of a major new 
business initiative. Not the most exciting 
or highly visible task in creating a new 
program, but certainly the most crucial. 
For the past three months, 12 
members of an implementation team 
have been planning the operational 
details of the Purchasing of Hospital 
Services (PHS) program. The final result 
of their efforts, the rollout of PHS in 
selected metro areas, is in sight 
Designed to reduce hospital care 
costs for subscribers with traditional 
health insurance, PHS will offer DRG­
based reimbursement instead of the 
current charge-based pricing for 
inpatient services and flat rates for 
outpatient surgical procedures. 
The use of DRGs will give the Plan 
more predictable claims costs, which 
will enable BCBSF to accomplish its 
goal of becoming a low-cost producer. 
PHS will feature other contracting 
arrangements that reward hospitals for 
efficiency. Estimated potential savings to 
the Plan could reach tens of millions of 
dollars each year. 
"Implementation of the PHS 
program is a top priority of the 
organization," said Bob Grant, PHS 
implementation project manager. "The 
implementation team is very aware of 
the significant financial advantages it 
will offer the corporation." 
Kit Carryl 
"It's great to be 
working at 65" 
"Am I living, or what?" 
It's Kit Carryl's favorite saying, and 
one that's heard often by her friends in 
Product and Rate Administration, 
Membership and Billing, who recently 
honored her on her 65th birthday. 
An employee of Blue Cross and Blue 
Shield of Florida for almost 20 years, 
she jokes about becoming "one of the 
working elderly," adding, "It's great to 
be 65." 
Her co-workers think so well of her 
they gave her a "mint" green corsage 
and wreath crafted from 70 one-dollar 
bills to celebrate the day. 
Fellow employees have said she runs 
rings around them at work, and that her 
enthusiasm and her fresh outlook on 
life are contagious. 
During the development of its Master 
Implementation Plan, a document of 
almost 150 pages, the team has wrestled 
with several tough issues, such as 
sharing cost savings with enrolled 
groups, determining the proper level of 
reimbursement discount from hospitals, 
and designing a new and more effective 
claims processing system. 
Seeking the best solutions to complex 
problems like those takes time. 
The team also has worked to ensure 
that the program contains features that 
are attractive to Florida's hospitals. One 
of them will be a new information 
exchange system that gives a hospital 
direct access to patient eligibility 
information. 
All of that work is nearing comple­
tion, with support and direction from 
the PHS Design Group (a team of vice 
presidents from every functional area of 
the corporation responsible for the PHS 
effort) and staff. 
Early indications are that PHS will 
become operational during the second 
quarter of 1989 in selected metro areas. 
"While we still have some tough 
questions to answer," Grant said, "the 
implementation team is enthusiastic as 
the planning stage nears completion 
and the full-scale implementation effort 
is undertaken. 
"PHS has gained support and 
commitment from every area of the 
corporation, and we will need that effort 
to continue throughout the imple­
mentation process." 
Implementation team members are 
Hank Barnett of Marketing, Jack 
Conway of Field Operations, Bob Grant 
and Sid Lynch of Cost Containment, 
Bob Hester of Legal, Roger Holton of 
Systems, Debra MacClennan of 
Institutional Reimbursement, Paul 
Mitalas of PPO, Phil Seats ofUBM,John 
Slattery of Finance, Al Sloan of Private 
Business Operations, and Jeff Wollitz of 
Public Affairs. 
New POS ODllons 
(Continued from page 2) 
Sales results have been positive 
During the first two months the new 
options were available, almost 5,750 
contracts were sold to 190 groups, 75 
percent of which were newly enrolled. 
'' The new POS 
product options have 
been very well received 
in the marketplace." 
Jim Wallace of Gainesville, 
District Marketing Director 
Almost all of the renewals already 
had POS, but they apparently preferred 
the cost effectiveness and more up-to­
date features of the "next generation" 
options. 
"With these new products, we now 
have a product and a price to meet every 
groups need," said Greg Carter, 
marketing director in Tampa. 
Jim Wallace, marketing director in 
Gainesville, agreed. "The new POS 
product options have been very well 
received in the marketplace," he said. 
JANUARY 
4 Medicare presentation* - Jacksonville, Mandarin Public Library 
8 Medicare presentation - Jacksonville 
9 Medicare presentation - Jacksonville, St. Paul's Methodist Church 
10 Medicare B seminar** - Fort Myers, Ramada Hotel Airport 
13 Medicare presentation - Orlando, Nassau Council on Aging 
Med A/B speaking engagement - Orlando, Medical Accounts Receiv­
ables Consultants 
15-17 BCBSF Annual Marketing Conference - Tampa, Saddlebrook Reson, 
3 p.m. Sunday - 1 p.m. Tuesday 
18 Med B seminar - Tampa, Ramada, W. Kennedy Blvd. 
Long-Term Care seminar - Port Charlotte 
Medicare A Reimbursement Guide workshop - Orlando/Fort L'dale 
19 Med B seminar for Key Provider: Watson Clinic 
20 MMAP Catastrophic Coverage training* - Jacksonville 
21 BCBSF Board of Directors meeting -Jacksonville, home office 9:30 a.m. 
24 Med B seminar for Key Provider: Jewitt Orthopedic 
25 Med B radiology seminar - Orlando, Hilton, Int'l Dr. 
28 Medicare presentation - Jacksonville, Barnett Bank 
31 Med A seminar*** - Tampa - Marriott, Airport 
FEBRUARY 
1 Medicare presentations - Pompano Beach, St. Stephen Women 
of E.L.C.A., 1 p.m. 
Delray Beach, High Point Men's Club, 8 p.m. 
2·1 Med A seminar - Fort L'dale, Holiday Inn West 
7 Med A seminar - Panama City, Marriott Bay Point Resort 
8 BCBSF Employees' Club meeting - Jacksonville, home office 
Training Room 1 
8-9 Med B seminar - Miami, Airport Hilton 
9 Med A seminar - Orlando, Sheraton World, Int'l Dr. 
10 Med A seminar - BCBSF home office, Training Room 1 
11 Medicare presentation - Leesburg, Sumter Community College 
- taping of 1V program, 2 p.m. 
- -
22 Med B seminar - Pensacola Hilton, Gregory St. 
n Speaking engagement - Dallas, Texas, American Optometric Associa­
tion - HaIVey Pies 
28 BCBSF teams inJr. Achievement bowling tournament - Jacksonville 
MARCH 
2 BCBSF Annual Awards Banquet -Jacksonville, Prime Osborn 
Convention Center 
7 Med B seminar - Gainesville Hilton, SW 13th St 
17 BCBSF Board of Directors meeting -Jacksonville, home office, 1 p.m. 
Medicare presentation -Jacksonville, Lake Shore Presbyterian 
Church 
11 Corporate Caring Program - Easter/St. Patrick's Day Party -Jackson­
ville - Cathedral Townhouse, 501 N. Ocean St - Call 791-8070 for 
more information. 
22 Med B seminar - W. Palm Beach, Holiday Inn, Belvedere Rd. 
APRIL 
• Medicare presentation - AARP. -Jacksonville, Fort Caroline chapter 
1•1• National Volunteer Week 
* Medicare B seminars are held 9 a.m. - 3 p.m. For information, call 359-8260 
** Medicare presentations /Jy senior advocat,e, 791-6738 
*** Medicare A seminars are held 8:30 a.m. to 4:15 p.m., 791-8358 
This calendar is intended to reflect upcoming activities involving all 
areas of the corporation. Pkase call 791-8664 to report scMdukd activities. 
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Direct Market Inquiries, Under 65: where customers get excellent service 
A subscriber wrote this about them: "I realize Jww busy all of you are, and I wish to compliment 
you on your fine serviu. I am a real booster of yours, and I sinc,erely think you do a wondeiful 
job." Pictured are (l-r)jerri Faulkner, Versia Wright, Barbara Hayes, Bobbie Gilmore, Margaret 
Kipple, Robin Lee, Theresa Emery and supervisor Valerie Dexterhouse. Absent is Donna Terry. 
Homeless thank BCBSF emo10,ees 
Blue Cross and Blue Shie ld of 
Florida employees contributed 1 ,329 
pounds worth of toi letries  for 
Jacksonvi l le ' s  homeless  during 
October. This ranked second among 
the city's corporations, which gave a 
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combined 7,500 pounds. 
One grateful recipient wrote , 
"Thank you very kindly for the articles 
that I was very badly in need of and did 
not have the money to buy. It's really 
nice to know that someone cares." 
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Beatie earns $$ 
for saving $$ 
for Florida Plan 
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Bi l l  Beatie of Mai l  Operations  
recently was  awarded $357 .50  for 
suggesting a way for his department to 
operate more efficiently. 
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His reward represents 10 percent of 
the savings his recommendation will 
mean to the company. 
Like some other cost cutting ideas 
employees have made to the Corporate 
Suggestio n  Program, Beatie ' s  was 
relatively simple, yet valuable. 
He suggested that boxes be re-used 
to ship mail to branch offices, and that 
courier service envelopes be used 
instead of boxes for smaller mailings. 
As a result of this simple suggestion, 
the company wi l l  save more than 
$3,575 a year. 
Any non-management employee 
with a good idea should submit it to the 
Corporate Suggestion Program,  
Training and Development, 1 -C. The 
result couls mean more money for you 
and a substantial savings for the 
company. 
